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ABSTRAK
Anindita Dhira Tunggadewi. D0211007. Sikap Nasabah Terhadap Kualitas
Layanan Mobile Banking BTN pada Bank Tabungan Negara Cabang Solo
Slamet Riyadi. Skripsi. Jurusan Ilmu Komunikasi. Fakultas Ilmu Sosial dan
Ilmu Politik. Universitas Sebelas Maret. Surakarta. 2017.
Mobile banking merupakan salah satu layanan sistem informasi dari pihak
perbankan untuk menghasilkan informasi keuangan dan kegiatan transaksi online
terkait pembayaran. Mobile Banking sangat penting bagi nasabah karena
memudahkan dalam memperoleh informasi keuangan dan melakukan transaksi
secara on-line, tanpa harus mengunjungi Bank setempat.
Skripsi ini mendeskripsikan bagaimanakah sikap nasabah terhadap kualitas
layanan mobile banking BTN yang terdiri dari bukti fisik, keandalan, daya tanggap,
jaminan, dan kepedulian pada Bank Tabungan Negara Cabang Solo Slamet Riyadi.
Penelitian ini menggunakan metode observasi partisipan. Data-data yang
diperoleh dalam penelitian ini bersifat kualitatif, yaitu hasil wawancara dengan
beberapa orang yang mengerti dengan tema penelitian ini sehingga dapat
memberikan informasi yang akurat. Kemudian data-data tersebut diolah dan
dianalisa oleh penulis dengan tiga komponen pokok analisa, yaitu reduksi data,
penyajian data dan penarikan kesimpulan.
Hasil penelitian menunjukkan bahwa 1) sikap nasabah terhadap tangibles
mobile banking Bank BTN adalah cukup baik, hal ini tunjukkan berupa cara
mendapatkan dan mengaktifkan aplikasi mobile banking Bank BTN bahwa dengan
memiliki tabungan BTN dengan dilengkapi fasilitas ATM, dan HP dengan sistem
android dapat melakukan transaksi, simple dan real time. 2) Sikap nasabah terhadap
keandalan (reliability) layanan mobile banking BTN adalah cukup puas. Indikator
kehandalan ini yaitu berkaitan dengan kemudahan bertransaksi, pelayanan transaksi
finansial maupun non finansial (pembayaran tagihan listrik, TV berlangganan,
tagihan telkom dan pengisian pulsa), hal ini sesuai dengan harapan nasabah dalam
menyediakan dan memberikan layanan yang  terpercaya. 3) Sikap nasabah terhadap
daya tanggap (responsiveness) layanan Mobile Banking BTN adalah cukup baik,
bahwa pelayanannya Bank BTN sudah sangat bagus mulai dari awal pada saat
menerima nasabah, pengurusan pengaktifan, sampai pun jika ada keluhan. 4) Sikap
nasabah terhadap jaminan (assurance) layanan Mobile Banking  BTN sangat baik.
Assurance Bank BTN yaitu pelayanannya sangat sopan kepada nasabah dan dalam
melayani nasabah sangat mendetail sehingga nasabah bisa mengerti dan paham.
Customer service akan memberikan solusi dari masalah yang timbul. 5) Sikap
nasabah terhadap kepedulian (empathy) layanan Mobile Banking  BTN sudah baik,
secara umum produk yaitu fitur-fitur mobile banking Bank BTN yang dijelaskan itu
sudah sangat lengkap dan bisa dipahami dengan mudah.
Keywords : Sikap Nasabah, Kualitas Layanan Mobile Banking, Bukti Fisik,
Keandalan, Daya Tanggap, Jaminan, dan Kepedulian.
xABSTRACT
Anindhita Dhira Tunggadewi. D0211007. The Customer’s Attitude Toward The
Quality of Mobile Banking Service of Bank Tabungan Negara Solo Branch,
Slamet Riyadi. Paper. Communication Department, Social and Political Science of
Sebelas Maret University, Surakarta, 2017.
A Mobile Banking is one of the information system services of the banking to result
a financial information and on line transaction activities related to the payments. The
Mobile Banking is very important for the customers because it can make easy to get
the financial information and to do on line transactions without going to the bank
office.
This paper is discribed how the customer’s attitude toward the quality of the BTN-
Mobile Banking consisting of the physical evidence, realibility, responsiveness,
assurance, and emphaty to Bank Tabungan Negara, Solo Branch, Slamet Riyadi.
This study uses a participant observation methode. The collected data in this research
are a qualitative ones, gained from several interviews with some persons
understanding the research theme, so they can give accurate information. Then the
data are processed and analysed by the writer by using 3 main analysis components,
they are the data reduction, data presentation, and making conclusions.
The research result shows that that: 1) The customer’s attitude toward the tangible of
BTN-Mobile Banking is good enough. It can be shown by the way how to get and
activate the BTN-Mobile Banking Application by just having a Bank Tabungan
Negara saving completed by ATM facility and Cell-phone with android system
which can do a transaction in a simple way and a real time. 2) The customer’s
attitude toward the realibility of the BTN-Mobile Banking is satisfactory enough.
The indicators of this realibility is related to the transaction ease, the financial and
non-financial transaction service (billing on electricity bill, subscribed TV, telephone
bill, and pulse buying), this is suitable to the customer’s expectation in providing and
giving the trusted service. 3) The customer’s attitude toward the responsiveness of
the BTN Mobile Banking service is good enough. The BTN bank service has been
very good, starting from the beginning of registering the customers, activating the
system up to the existing complains. 4) The customer’s attitude toward the assurance
of BTN-Mobile Banking is very good. The BTN Bank Assurance in giving services
to the customers is very polite and detail so the customers know and understand well.
The customer service will give solution to the problems existing. 5) The customer’s
attitude toward the emphaty of the BTN-Mobile Banking has been good. In general,
the product of BTN-Mobile Banking features which are discribed have been very
complete and can be understood easily.
Key Words: Customer’s Attitude, Quality of BTN-Mobile Banking Service,
Physical Evidence, Tangible, Responsiveness, Assurance, and Emphaty.
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